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ABSTRACT
HOME OF THE GOOD SHEPHERD:
A STUDY OF PAST PROGRAM PARTICIPANTS' EXPERIENCE OF
ORGANIZATIONAL VALUES
CYNTHIA.IOY FOSTER
May 23, 2000
This study examined value congruency within an organization as experienced by
clients as a measure of organizational effectiveness. Twenty-six females, all of whom
were past program participants, were involved in the study. Study participants completed
a self-administered questionnaire devised to elicit perceptions of their experience of the
organization's values. Study participants had departed from the organization at least six
months or longer prior to the study.
Findings suggest that the values of the organization were evident in the services
clients received. The clients' experience of the organizational values also had a positive
effect on the clients' ability to accomplish their goals. lmplications for social work are
that social service organizations may include value congruency between the organization
and the members who work closest with clients as a means to measure organizational
effectiveness.
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CHAPTER ONE
INTRODUCTTON
Overview
Chapter one includes an introduction to the research problem, the purpose of the
study, an overview of Convent/Home of the Good Shepherd, rationale for the study
which includes the philosophy, mission, and value statements of Home of the Good
Shepherd, implications for social work, and the research questions. The
theoretical/conceptual framework used in the study is also discussed.
Introduction to the Research Problem
Social service organizations must be able to evaluate their effectiveness by the
concrete outcomes that are expected by funding organizations. Effectiveness of an
organization's values as stated in its mission or philosophical statements can also be
measured. One way to understand organizational culture is by examining the experience
of clients and the congruency between this experience and the values of the organization.
The client experience rests with all levels of the organization. Since the primary
and the most prolonged contact is with staff, it can be assured that the values of the
organization are transmitted by staff in the context of the client-staff relationship. This
assures a fit between organizational and individual values. It also assures that values
espoused by the organization permeate the organizational culture and that members are
sufficiently oriented to those values as part of the professional experience.
The premise of this study was that if organizational members who work closest
with the clients of an organization do not espouse and demonstrate the values of an
organization, then there will be inconsistencies in carrying out policies, procedures,
2interventions, and developing relationships with the clients the organization serves.
Further, if clients do not experience the values of the organization, the organization may
be considered to be ineffective. These inconsistencies have negative ramifications for
clients such as client dissatisfaction, and clients' inability to solve problems for which
they sought help. Overall, value incongruency can lead to organizational failure in
accomplishing its mission, philosophy, goals and objectives. In order for an organization
to meet its philosophical goals, a value congruency must exist between those values and
the manner in which services are provided by staff.
Purpose of the Study
The purpose of the study was to examine value congruency between the
organization's values and the extent those values are experienced by clients. The study
utilized Home of the Good Shepherd (HGS) as a model to assist other social service
organizations to understand, change, or strengthen their organizational culture by using
value congruency and the client experience as another means to evaluate organizational
effectiveness.
Overview of Convent/Home of the Good Shepherd
The religious order of the Sisters of the Good Shepherd was founded by a young
woman named Rose Virginie Pelletier who was born on the island of Noirmoutier, France
on July 31, 1796. She is now known as Saint Mary Euphrasia Pelletier. At an early age,
Rose Virginie learned compassion for the poor and homeless as her parents cared for
many unfortunate and homeless people in their home. She had a deep spirituality as a
child; prayer was a daily occurence in her life. She loved her family deeply. However,
her parents and sister died when she was young. Rose Virginie knew what pain and
3loneliness were. This terribie loss enabled her to have a deep love and compassion for
others who also had great loss and pain in their lives.
Rose Virginie's sacred journey led her to Tours, France where there was a
community of the Sisters of Our Lady of Charity of the Refuge. The Sisters were loving
women who were devoted to God. "Their mission was to girls and women who, because
of character, behavioral or social difficulties, needed special guidance and training,
compassion, concern and love" (Looby, 1996, p. 15). Rose Virginie entered the convent
in 1814. When she entered the convent her name changed to Sister Mary Euphrasia. In
1825, at age 29, she was elected by the Sisters to be their superior. Her spiritual journey
deepened. "After Jesus, her great love was for the girls and women confided to the care
of the sisters" (Looby, 1996, p. 15).
In 1829 the Bishop of Angers invited Sister Mary Euphrasia to Angers, France to
start a convent there. With much work, dedication and prayer, the convent opened on
July 31, 1879. She was the superior at Angers from then until the time of her death on
April 24, 1868. "Her great desire was to bring the consolation of the Good Shepherd to
as many of his wounded sheep as possible" (Looby, 1996,p.22). During the early years
at Angers, she established two areas in the house-one for children and young girls "who
had been removed from doubtful circumstances" (Looby, 1996, p.22), and a
rehabilitation centre for older girls and women. She also founded the Contemplative
Sisters, "the powerhouse of prayer of the institute" (Looby,, 1996, p.2?). Her love of
God and calling for this work grew and deepened.
ln 1835, Pope Gregory XVI approved a decree to approve the Generalate, which
allowed for a centralized form of government, thereby creating the Congregation of Our
4Lady of Charity of the Good Shepherd. The Sisters of the Good Shepherd grew and the
Congregation expanded all over the world. One of St. Mary Euphrasia's "last acts was to
authorize the foundation of a house of the Good Shepherd in St. Paul, Minnesota"
(Looby, 1996, p. 28). On May 2, 1940, Sister Mary Euphrasia was canonized by Pope
Pius XII. Today the Sisters of the Good Shepherd, along with Companions of the Good
Shepherd, and lay Good Shepherd service providers are furthering and strengthening
God's work in most countries of the world (Looby, 1996).
Good Shepherd philosophy is grounded in the belief that each person is of more
value than a world; that each individual is loved infinitely by God and needs to be
free enough to know that merciful love. The mission of the Congregation ever
remains that of reconciliation, the reaching out to persons, especially girls and
women, marginalized by society, in an attempt to help them rebuild their lives
(Looby, 1996, p. 29-30).
As previously stated, in 1868 a House of the Good Shepherd was established in
St. Paul, Minnesota. There have been several locations of the Sisters of the Good
Shepherd in St. Paul, and even one in Minneapolis over the last 132 years. The Sisters of
the Good Shepherd have always kept their focus on ministering to women and children.
The current facility and convent was built in 1969 on 40 acres of wooded land in
Shoreview, Minnesota. There are small buildings on the grounds called cottages that
were built for residential treatment for adolescent girls. The program closed in the mid-
1980's. Currently, two cottages serve as Wellsprings Living Center (WLC), a
transitional housing program that assists women to redirect their lives by working on
their goals to live independently in the community. Staff of WLC consists of two lay
5female case managers, one lay fernale director, and one Sister of the Good Shepherd that
serves as a case manager assistant. RoseCenter (RC) is a transitional housing program in
an apartment building in the heart of St. Paul that serves young women aged 18-24. This
program offers support, guidance, and teaches independent living skills to young women
to assist them to lead responsible and self-reliant adult lives. Staff of RC consists of one
Sister of the Good Shepherd that serves as a case manager, one lay female case manager,
and one lay female director. Both of these programs use many lay volunteers as well as
Sisters of the Good Shepherd that work with the women on a variety of issues. The
executive director of these programs is a Sister of the Good Shepherd. HGS has recently
collaborated with another organization, Volunteers of America, which has opened the
Women's Recovery Center for women who want to be free of the abuse and degradation
of living on the streets.
Rationale for the Study
To understand the basis of this study, it is critical that the philosophy, mission and
value statements are included. These statements have profound meanings and seem to
integrate into an organizational member (worker) and flow to the client at various stages
of growth by both the worker and the client. The value statements have more than one
value within them. For the purpose of this study, the value statements were dissected
(see questionnaire) to test five values of the organization. The five values that were
chosen for the study were: nurturing atmosphere, environment that promoted a sense of
dignity, self-determination (this value was tested by asking participants if their decisions
were supported), atmosphere that promoted trust, and ethical practice (this value was
tested by asking participants if they felt they were treated with respect). The last four of
6the five values also coincide with the basic values of sociai work. Even though not every
program staff member at HGS is a social worker, the basic values of social work are
integrated into the values of HGS, and social service organizations in general. Here, all
statements are presented as they read in the HGS personnel policies and procedures
manual (HGS personnel policies and procedures manual, 1997, p. 40).
'l
Convent of the Good Shepherd
Home of the Good Shepherd
Philosophy Statement
The Convent/Home of the Good Shepherd philosophy flows from the philosophy
of the Sisters of the Good Shepherd. It is founded on the belief that we are
created by a God who loves us and desires that we love one another.
The fundamental principle that has guided the Convent/Home of the Good
Shepherd since its establishment in Minnesota in 1868 is the belief in the
uniqueness, the potential, and the worth and dignity of each person. Through an
approach based on acceptance, respect and love we strive to help each person
develop a sense of self-respect and personal fulfillment.
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The Mission Statement
Committed to the unique worth and dignity of each person,
the Flome of the Good Shepherd
offers programs and services
for at-risk homeless women.
We are dedicated to helping those we serve
develop self-reliance
and a sense of personal fulfillment.
Our mission, founded on the belief in the potential, worth and dignity of each person,
extends to program participants, staff, supporters and Sisters.
We value diversity and therefore, ffe open to people of all faiths and backgrounds.
The distinguishing character of this agency is the spiritual foundation.
a
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Where Faith Meets Courage
We Value:
An atmosphere that is welcoming, hopeful, compassionate and nurturing.
An environment that is safe, healthy and promotes a sense of well-being and
dignity.
The opportunity to accompany others on their life journey.
Quality services that promote healing and reconciliation.
Individuality by celebrating diversity and fostering self-determination.
An atmosphere that promotes open communication and trust.
The support and dedication of staff and volunteers,
The encouragement and contribution of individuals, corporations and foundations.
Integrity, justice and ethical practice.
a
a
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Orientation to Home of the Good Shepherd
New employees, board members, interns, and volunteers of HGS become aware
of these values within a few days of their staft date. They are required to read the HGS
personnel policies and procedures manual. They are also required to attend a formal
orientation session given by the mission and culture team within the first month of their
start date. The orientation is conducted specifically to expose new organizational
members to the history, philosophy, mission, values and programs of HGS. The
orientation is also conducted once a year for all organizational members.
Employees are not required to state a commitment to the organizational values.
However, there is a question on the HGS employment application that asks all potential
job candidates what their philosophy is toward people in need. This question is asked to
determine if potential job candidates may or may not match the philosophy and values of
the organization. Potential social seryice job candidates are not asked if their values are
consistent with the values of social work because employment positions within the social
service programs do not require employees to have a social work degree. Employment
positions within the social service programs require a four-year degree in human services
and/or appropriate experience.
Most employees who are hired at HGS seem to be attracted to the organization,
philosophy and values, many times without fully knowing and understanding what the
philosophy and values mean until they start working and are oriented to the organization.
In other words, people who have the same philosophy and values as the organization
(value congruency) are attracted to HGS. This phenomenon follows the results of a study
by Cable and Judge (1996), potential job candidates' subjective person-organization fit
ll
perceptions originate from the congruence between their perceptions of the organization's
values and their own values. As time passes and organizational members learn more
about the organization, i.e. the history, philosophy, mission, values and programs, value
congruency seems to be strengthened and organizational members integrate the
philosophy and values at a deeper level than when they first entered the organization.
Implications for Social Work
The study of organizational effectiveness through a study of organizational values
and specifically through the client experience is critical in social service organizations.
Client drop out is a factor in this realm. Clients who dropped out of mental health
services reported that staff were not professional and caring, and also that they were not
an active participant in their treatrnent plan, and furthermore, were not in agreement with
their treatment plan (Pardeck, Murphy, & Chung, 1995). Therefore, self-determination (a
major value in social work) was non-existent. Upon studying treatment of homeless
substance abusers, services that were focused on failures rather than successes, programs
that were not oriented to clients' needs, and when clients were forced into goals that they
did not consider helpful, clients dropped out of services (Berg & Hopwood, l99l).
Clients of diverse ethnic and racial backgrounds, as well as gay men and lesbians may
drop out of treatment early because they do not feel valued by the majority culture; and
can be distrustful due to past experiences of prejudice and oppression (Jackson, 1995).
Oftentimes, when a client drops out of services an organization may not consider the real
reasons for client drop out. The organization may blame the client and say that the client
was uncooperative, difficult, or was unable to change.
ftu$rburg Sollego Ubrary
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Social service organizations must be able to assess how effective they are in
relation to their mission statements, and values that they espouse. Afterall, the profession
of social work is based on understanding values, i.e. the profession's values, the worker's
values, the client's values, the organization's values, society's values, and understanding
how all these values affect clients. This way to study or1antzational effectiveness can
assist social service organizations to gain a deeper understanding as to whether or not
clients are happy and successful with the services they receive; provide insights as to
reasons clients have or have not accomplished their goals and objectives; provide insights
into clients' perspective of what the organization does or does not do; and provide
feedback about the organization'.s ability to help people to overcome challenges,
problems and issues that they bring to social service organizations.
Research Questions
Past program pafiicipants' experience of HGS value statements was the basis of
this research study. Organizational mission statements often make general statements
about valuing clients, interest in diverse groups, yet it is difficult to determine if these
values are evident in client services. The research questions of the study were: 1). How
do the clients experience the values of the organization?; 2). What is the level of
agreelnent between clients' experience and the values of the organization?; 3). Does the
level of agreernent vary by the demographic characteristics?
TheoreticaVConceptual Framework
The theoretical/conceptual framework that applied to the study is the knowledge
base of social work, the Open Systems Theory (OST). This theory is concerned with the
social environment. "The social environment is constructed by individuals and groups
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(organizations, communities, etc.) in interaction with each other. It encompasses the
cultural, economic, political, religious, indeed all aspects of everyday life" (Martin &
O'Connor, I989, p.4). There are many theories that social workers use, however the
OST is the general theory that assists social workers to understand people and the issues
that people bring with them to the helping relationship. Thus, social work is concerned
with the person-in-the-environment. Terms that will be defined are: system, social
system, open system, and OST. A svstem has interrelated parts. If the parts of the
system can relate to each other in an organized manner, this would create a predictable
system. The opposite of this would be pafis of a system that relate to each other in
random, unpredictable ways that can lead to a disorganized system. "A social system is a
system that includes human beings and the products of their interaction over time"
(Martin & O'Connor, 1989, p. 38). An open syslem is a system that is always giving and
receiving something from other systems and environments. "Opqn $ystems Theory...is a
general conceptual frarnework about open social systems" (Martin & O'Connor, 1989, p.
40).
The social welfare organization (SWO) is a formal system. Because SWOs
depend on support from the outside environment, SWOs are open systems. Martin and
O'Connor (1989) discuss three types of environments that SWOs exist in. l). The
institutional environment is the environment in which the organization is influenced by
the external environment. The external environment can be political changes or whatever
is going on in society. 2). The task environment is the environment that the organization
depends on to fulfill its mission, i.e. organizations that refer clients to the SWO. 3). The
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resource environment is all the resources that the organization depends on for its survival,
i.e. funding agencies, staff. volunteers, facilities, and supplies.
Another important aspect of SWOs is that they have their own organizational
culture. "Organizational culture includes the norms, roles, goals, values, and practices
that give a social welfare organization its unique social climate or 'personality"' (Martin
& O'Connor, 1989, p. 195). Within OST, organizational effectiveness is discussed in a
variety of aspects. Two aspects that are of particular importance in relation to this study
are core work activities and quality of staff performance. Core work activities are both
the direct work with the organization's clients and work that encourages "public interest
or the common good" (Martin & O'Connor, 1989, p. 197). Staff performance quality has
two components-ability to master the concrete aspects of the job, and prosocial
organizational behavior-this is the behavior that is exhibited by an organizational
member and is aimed at the clients that an organizational member works with. Prosocial
behavior is carried out with the idea of promoting the well-being of the clients. Prosocial
organizational behavior is critical to organizational effectiveness. "The primary product
of service organizations rs affict or the communication to customers (clients) that they
are valued and the organization cares or that they are not valued and the organization is
indifferent" (Martin & O'Connor, 1989, p. ?23).
The OST is the general theory that guided this study. The study also utilized an
interorganizational framework that fits within OST. The popularion ecology perspective
"focuses on organizational diversity and adaptation within a population of organizations"
(Daft, 1998, p. 53a). This perspective highlights the theories of natural selecrion in
biology-survival of the fittest. This perspective is concerned with organizational
l5
form-the specific things within an organization that makes it work, Specifically relating
to this study was organizational niche. A new organization tries to find a niche-a realm
of environmental resources that will be sufficient enough to support the organization. If
there is not a niche, the organization will die. An organization may believe the ability to
find a niche may be by luck or chance, however, characteristics of the environment play a
significant part of success or failure of an organization (Daft, 1998). Organizational
niche is analogous to the three types of environments that SWOs exist in-institutional
environment, task environment, and resource environment.
The OST applied to this study by providing a framework in which to understand
organizational effectiveness through the client experience of organizational values,
particularly in the area of quality of staff performance, specifically, prosocial
organizational behavior. The OST also applied to the understanding of how HGS has
survived as an effective organization that is successful in meeting its philosophical goals.
Summary
Chapter one provides a basis from which to study organizational effectiveness
through value congruency between the organization and its members, and the client
experience of organizational values. To understand the organization under study, an
overview of the Convent/Home of the Good Shepherd along with the philosophy,
mission, and value statements were given. The theoretical/conceptual framework used
provides a basis from which to understand organizations as systems and the intricacy of
how organizations perform and sustain their work. The implications for social work
presented are critical to organizational effectiveness in terms of the ability of an
organization to accomplish its concrete and philosophical goals.
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CHAPTER TWO
LITERATURE REVIEW
Overview
Chapter two contains the literature review which includes organizational culture,
values, roles of the founder and leaders, influence of value congruency on organizational
culture; strengths, Iimitations and gaps in the literature review.
Organizational Culture
Organizational culture is the sharing of beliefs, assumptions, and expectations
held by organizational members, and how organizational members perceive the
organization's environment, and its norms, roles, and values as they exist outside the
individual. Organizational culture reflects the organization's personality, and can enable
us to predict attitudes and behaviors. Organizational culture can be described as a mix of
subjective and objective culture. Subjective culture is what has been described above and
may not be as clear to observe as the objective culture. Objective culture is the physical
aspects of the organization (such as the facility itself, office ddcor, etc.) and can be
observed more clearly than subjective culture. A specific aspect of organizational culture
is the values of the organization (such as how to treat one another, or how to carry out the
work of the organization) (Bowditch & Buono, 1997). The concern of this thesis is the
values of an organization-the subjective culture.
Organizational culture has been studied in various ways by many disciplines. The
disciplines that are included in the literature of organizational culture are anthropology,
sociology, social psychology, and management/business. Organizational culture has been
studied within three types of categories: holistic+thnographic or archival, historical,
t1
and public documents; semiotic-language influenced by anthropology; and quantitative
research (Ouchi & \Yilkins, 1985).
Traditional ways of studying organizations have focused on the rational, goal-
directed, formal structures rather than on the symbolic, cultural, and emotional side of
organizational life (Gutnecht, 1982). The organization does not always function in a
rational manner. Again, subjective culture is of great importance in understanding
organizational culture. The culture of the organization enables the organization to
function. From a sociological view, there are three tasks that should be emphasized:
Legitimation; cultural patterns such as shared experiences within the organizational
structure that are agreed upon by people within the organization; Motivatior?: members of
the organization feel that their identity is part of the organization; and .Sym bolic
interpretation: organizational culture has symbolic framework that influences social
interaction and allows creation of social structure (Gutnecht, 1982).
Frederico and Puckett (1992) highlight three approaches ro organizational culture:
I ). Corporate culture approach-shared values of members; 2). Deeper meaning-+ulture
as being the personality of an organization; and 3). Schein's approach-Assumptions and
beliefs are shared by the organization and operate unconsciously. These approaches
seem to intertwine with each other. Organizational culture can be managed when change
occurs within an organization. However, assumptions about organizational history,
beliefs, original purpose, organizational life stage, and myths all must be identified. The
organization's members must be supported in order to deal with challenges to the culture.
Managers must know and understand the importance of organizational culture in the day-
to-day operation of the organization to facilitate effective change.
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Values
At the core of organizational culture are values. Values create the character or
identity of the organization. Values are not firm like organizational structures, policies,
procedures, strategies or budgets. Organizations can be strong when employees have
shared values (Deal & Kennedy, 1982). During their study of 80 organizations, Deal and
Kennedy ( 1982) found three characteristics that successful companies share pertaining to
values: l).A clear and definite philosophy helps organizational members know how to
execute business within and for the organization; 2). Management focuses on forming
and strengthening values to act in accordance with the "economic and business
environment of the company to corrununicate them to the organization" (Deal &
Kennedy, 1982, p.22); and 3). Values are known and shared by everyone in the
organization.
Organizational values are tenets held by an individual or group regarding means
and ends that organizations must establish in the managing of an organization, in
choosing what actions or objectives are preferable to other actions, "or in establishing
organizational objectives" (Enz, 1988, p. 287).
A value is a lasting belief that a particular manner of conduct or "end state of
existence" (Rokeach, 1973, p. 5) is preferred personally and socially than another manner
of being, Within organizations, there are value systems. A value system is a lasting set
of beliefs involving preferable manners of conduct or "end-state of existence" (Rokeach,
1973, p. 5) along a continuum of importance. A central value system exists when key
values regarding organizational-related behaviors are shared across units and levels of
organizations (Wiener, 1988).
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Values are powerful and can be a positive force in organizations. Extraordinary
results are produced because managers and employees concentrate on values. Managers
can make better decisions based on the organization's values. Employees are dedicated
to the cause and are therefore committed to work hard for the organization (Deal &
Kennedy, 1982).
There are risks of strong organizational values. If economic circumstances
change, it may be difficult to change the focus of the organization due to the shared and
ingrained values of members (Deal & Kennedy, 1982). Most of the time we think of
positive values, however there are also negative values within an organization. Negative
values must be brought to the surface. Managers must demonstrate positive values
otherwise managers are being inconsistent with the values they espouse. The discussion
of values must be owned and understood by everyone in the organization (Wickens,
1999).
Roles of the Founder and Leaders
The role of the founder in creating the organizational culture is important to
understand because organizational values come directly from the founder.
Organizational cultures are created within four steps (Schein, 1983): l). One person has
an idea; 2). A group that believes the idea is worth pursuing is created; 3). The group acts
together to create the organization; and 4). Other people come into the group and the
group begins to function.
Founders of organizations have strong thoughts about what actions and resources
are needed to create an organization. "Typically they already have strong assumptions
20
about the nature of ttre world, the role their organization will play in that world, the
nature of human nature, truth, relationships, time, and space" (Schein, 1983, p. 17).
As an organization's value system evolves and changes, one must understand the
role of charismatic leaders as the start or change of an organization's value system.
Charismatic leaders do not encourage hero worship, but instead foster lasting functional
values that can clearly guide members' behavior and afticulate organizational missions.
A strong organizational culture always has a hero or heroes. The hero helps to clarify
and personalize organizational values. Stories are told about the hero. The stories are
passed down to members entering and participating in the organization (Wiener, 1988).
Leaders in successful organizations have similar values as the organizations they
work for. The leaders have thought about their values to great depths and have joined
their values with the organization. Leaders must know and understand the main values
that guide behaviors in the organizations tlrey work in, and change the values if they are
negative (Yeager, 1992).
Influence of Value Congruency on Organizational Culture
O'Reilly, Chatman, and Caldwell (1991) developed an instrument called the
Organizational Culture Profile (OCP) that assesses both the values of an organization and
the individual's values. The OCP was used to assess person-organization (culture) fit and
to test the relationship between fit and work-related outcomes. Person-organization fit is
defined as the congruence between the norrns and values of organizations and values of
people within organizations. It was found valid to assess person-organizational fit by
studying value congruency.
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Another verification of the importance of studying value congruency is a study by
Cable and Judge (1996). Ninety-six job seekers were studied across three time periods
from the beginning of their job search, the middle of their job search, and when they were
employed at their organizations for an average of five months. The focus of the study
was person-organization fit. The results found that there is a moderate correlation
between person-organization fit and person-job fit, however they are separate constructs.
The main results of the study are that indeed job seekers' subjective person-organization
fit perceptions originate from the congruence between their perceptions of the
organization's values and their own values.
A study to investigate relationships involving the influence of value congruence
within three organizational levels of a large industrial products manufacturing plant
showed that supervisors'perceptions of plant management's values may be more
important than his/her individual values. Production workers' job satisfaction and
organizational commitment were higher when their values were closer to those of their
supervisors. Organizational values were not as important to the workers as were the
values of their supervisors (Meglino, Ravlin, & Adkins, 1989).
To explore the connections familiar with organizational culture, individual values,
organizational communication activities, and perceptions of organizational outcomes,
Shockley-Zalabak and Morley (1989) conducted a study that tested these connections by
investigating "thematic rules (culture descriptions) as they relate to employee values,
perceptions of message sending and receiving activities, and a variety of organizational
outcomes" (Shockley-Zalabak & Morley, 1989, p. a87). An important finding was "the
more the individual values what the organization values, the more likely the individual is
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satisfied with communication activities and has positive expectations about the
organization" (Shockley-Zalabak & Morley, 1989, p. a96). Connections of values,
cultures, communication processes, and organizational outcomes should be tested with
organizational effectiveness to understand when or if similarity and satisfaction are
wanted, and when similarity and satisfaction can forecast that the organization may
become ineffective.
Two views of value congruity within organizations were studied (Enz, 1988).
Perceived value congruity is that employees within a department compare visible, clearly
stated values held within their department and values of the upper-level management
team. Upper-level management also compare values within their department and other
departments. The other view, latent congruity is found by indirectly determining the
underlying and unrecognized, but similar values that are within departments. Research
was conducted in two organizations. Perceived value congruity was the most important
factor in the study. Findings were that employees had more agreement about their own
department's power than employees did across departments. The way that managers
viewed values matching between themselves and employees within the department is a
predictor of departmental power. There was a lack of significant findings for latent value
congruity except for upper-level management's perceptions of general power. This
finding suggests that employees perceive value congruity rather than having distinct
examples of similarities. It was also difficult to calculate latent value congruity due to
the difficulty of assessing underlying values (Enz, 1988).
An interesting way to measure an organization's value system is to identify
central values within the organization. Measurements of the value system include the
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degree of intensity in which members agree with the values, and breadth-the number of
members sharing central values. The focus of values is important to measure. Wiener
(1988) developed four types of value systems: functional-traditional, elitist-charismatic,
functional-charismatic, and elitist-traditional. Comparisons of each value system
highlighting a specific expectation of the value systems were developed. An aspect of
maintaining value systems is selection and recruitment of organizational members. A
critical factor of value systems is "the degree of congruency between core values held by
prospective memhers and core organizational values. When the degree of congruency is
high, members are more likely to adopt the organizational value system" (Wiener, 1988,
p.5al).
Both organizational characteristics and employees' values within human services
must be part of evaluating the effectiveness of the delivery of human services. Holland
and Cook (1983) stress the importance of individual and environmental congruency to be
effective employees and organizations. Individual workers' values, values of the work
group and characteristics of the organization are linked along two dimensions-means vs.
ends, and authority for decisions-internal or external to the individual. Using these two
dimensions, the authors allude to "in circumstances where there is harmony or
consistency among the organizational characteristics, the work group's perspectives, and
the worker's ethical perspectives, there will be greater satisfaction and effectiveness
among staff'(Holland & Cook, 1983, p. 7l). Empirical research must be done in order
to understand how important aspects of employees and organizations influence
"members'attitudes, behaviors, and effectiveness" (Holland & Cook, 1983, p.73).
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A values audit that involves individual as well as group response examines values
of management, values of the organization, the philosophy, the assumptions, and the
values of the stakeholders in the organization's future appears to be a practical tool to
uncover values between individuals and an organization (Yeager, L992). Organizations
have numerous stakeholders. One group of stakeholders is the clients of an organization.
Strengths, Limitations, and Gaps in the Literature Review
The literature review showed that there are a variety of studies that exarnine
values within organizations. The strength of the review showed that studying value
congruency between an organization and its members adds great merit in understanding,
changing, or strengthening organizational culture. Limitations of the review were that
studies were not conducted to reveal the impact of value congruency on customers or
clients, and there was not much research on the impact of value incongruency between
organizations and their members.
A gap in the literature was the lack of studies of the influence of value
congruency within social service organizations. While this writer was able to find studies
of various corporate organizations and one article about the importance of values in
social service organizations, this writer was unable to find any studies of the influence of
value congruency within social service organizations. It is critical that social service
organizations know and understand how the values of its members and organizational
values influence the effectiveness of the organization, particularly how value congrLlency
affects the clients they serve.
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Summary
Chapter two includes the literature review, strengths, limitations and gaps in the
literature that gives validity to studying organizational effectiveness through examining
the client experience of organizational values.
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CTIAPTER THREE
METHODOLOGY
Overview
Chapter three presents the research questions, discusses organizational
effectiveness, defines the variables, discusses the research design, the study population,
sample of the population, measurement issues, describes the data collection instrunrent,
data collection procedures, presents data analysis, and procedures for protection of
human subjects.
This study examined the extent that organizational values were reflected in the
client-staff interaction. The primary assumption of the study was that the extent that
client experience of organizational values in the services provided is an additional
measure of organizational effectiveness. The research questions that guided the study
were: 1). How do the clients experience the values of the organization?; 2). What is the
level of agreement between clients' experience and the values of the organization?; 3).
Does the level of agreement vary by the demographic characteristics?
O rgan izational Effectiveness
Organizational effectiveness can be measured in various ways. Organizational
effectiveness is determined by human judgement. Human judgement utilizes human
values (Reid, 1988). It depends on the type of organization in which one is measuring
organizational effectiveness, i.e. social control, social care, socialization and prevention,
rehabilitative and restorative, advocacy and social change. Within these types of social
service organizations there are different criteria to base organizational effectiveness or
outcomes of services on (Patti, 1988).
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Bowditch and Buono (1997) highlight some general approaches to measurement
of organizational effectiveness that includes but is not limited to: attainment of an
organization's stated goals and objectives, an organization's ability to obtain the needed
resources to achieve its goals, healthy internal organizational processes, and key
stakeholders are satisfied with the organization (client satisfaction). Cost effectiveness
has also been a way to measure organizational effectiveness. If there are two programs
that produce the same results, the cheaper program is deemed more effective because it
has succeeded with less money or resources. However, a cheaper program may not
provide an accurate picture of the service provided. "The more expensive service may
have an edge on effectiveness that was not detected" (Reid, 1988, p.48). While HGS
determines organizational effectiveness as attainment of each of these approaches, HCS
also very strongly determines organizational effectiveness as living and transmitting the
organization's philosophy, mission and values to the clients it serves. This ability to be
effective in Iiving and transmitting the philosophy, mission and values to clients is what
has made HGS survive, thrive and continue to assist marginalized women.
Definition of Variables
Conceptual definition: Values-Values were defined as those found in the
organizational value statements. There are nine value statements. There is more than one
value within each statement. To keep the study as short and simple as possible, five
values were extracted from the nine value statements. This researcher chose five of the
most pertinent values that relate to client-staff relationships. The five values that were
chosen for the study were: nurturing atmosphere, environment that promoted a sense of
dignity, self-determination (this value was tested by asking participants if their decisions
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were supported), atmosphere that promoted trust, and ethical practice (this value was
tested by asking participauts if they felt they were treated with respect). The last four of
the five values coincide with the basic values of social work.
Operational definition: HGS's past program participants from the transitional
housing program rated their experience and provided an example of their experience of
five of the organization's values. Each study participant rated her level of agreement of
her experience using a Likert scale numbered from t-4-Agree (l), Somewhat agree (2),
Disagree (3), or Strongly disagree (4). The second part of the question asked each study
participant to provide an example of her experience of the value, therefore provided
qualitative responses to gain a deeper understanding of the participant's level of
agreement.
Conceptual definition: Organizational effectiveness-CIient experience with the
organization's values was positive and clients were satistied with services.
Operational definition: Measurement was the number of positive and negative
responses combined with qualitative responses. The level of client satisfaction with
services was measured by asking one client satisfaction question utilizing a Likert scale
numbered from l-4-Very satisfied (1), Satisfied (2), Dissatisfled (3), or Very
dissatisfied (a). The panicipants were then asked to explain their response to their level
of satisfaction. The qualitative responses provided a deeper understanding of the
participants' level of satisfaction.
Research Design
This study utilized survey research design. Survey research design is the most
commonly used mode of observation in the social sciences. Mail surveys are most the
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most common form of the self-administered survey. Slrrvey research design was used in
this study to explore the past program participants experiences of organizational values.
This study was a one-point-in-time study. Data was collected using a self-administered
questionnaire that was mailed to past program participants to elicit clients' perception of
their experience of the values of the organization during their participation in the
transitional housing program of Home of the Good Shepherd (HGS).
By using survey research in the form of a self-administered questionnaire this
researcher was ahle to describe the past program participants of HGS; combine
quantitative and qualitative data to explore how past program participants experienced
HGS organizational values; and explore their level of satisfaction with services they
received. Survey research design was used because it is one of the best methods to
collect data to describe a population too large to observe directly. Originally, eighty-one
surveys were sent out to potential study participants (twenty-six responded). This
number of study participants would have been too large to conduct a focus group, and/or
would have taken a lot of time, energy, and money to interview each of the study
participants. Survey research design was used due to the nature of the sensitive questions
asked. This method allowed for study participants to respond anonymously to sensitive
questions. Survey research design was also used because it was cheaper and quicker to
conduct than interview surveys. This researcher was able to assemble and mail out the
questionnaire packets in a short amount of time fairly inexpensively. The research was
arranged to study hypothesized relationships by asking questions of the participants that
coincide with the re.search questions.
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The Study Population
The study population was female ages l9-70 who were homeless and had some
type of issue that temporarily kept them from living independently in the community.
Issues that temporarily kept the women from living independently in the community are:
homelessness, chemical dependency, mental illness, domestic abuse, depression resulting
from physical, emotional, and sexual abuse during childhood, unhealthy or unsafe living
environments, and physical or learning disabilities. Many tirnes, women are dealing with
more than one of these issues at a time making it extremely difficult for them to maintain
their lives. The study population resided in the transitional housing program to live in an
affordable and safe environment while working toward accomplishing personal goals,
objectives, and action steps to gain concrete independent living skills such as, seeking
and maintaining employment, attending school, handling finances, personal care
(personal care is critical in being able to function independently in the community),
utilizing community resources, and social and leisure activities.
Sample of the Population
The sample of the population was past program participants that parricipated in
the transitional housing program of Home of the Good Shepherd. The sample was a
convenience sample. The sample was taken from an alphabetical name and address list
of past program participants. There were more past program participants selected from
WLC (68) than from RC (13). Each program site serves a small number of program
participants at one time. Currently, WLC can serve up to 19 program participants and
RC up to seven. The program participants may participate in the program for up to two
years. Also, program participants from RC are younger and seem to be more transient
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than program participants from WLC. In order to obtain as many responses as possible,
and also for women to recall their experience, the sampie of participants were the wornen
who had the last known addresses who were in the program from 1996, 1997,1998, and
the first six months of 1999. The length of stay of the sample of participants was from
two months up to two years. The final sample size was 26 women (N=26).
Measurement Issues
Systematic emor was possible in the study, especially in regard to the acquiescent
response set. This type of response means that questions are asked in a manner that leads
the study participants to answer questions the way researchers want them to. Program
participants of HGS receive a handbook to guide them in their participation of the
program, however the philosophy, mission and values are not printed in the handbook.
Some program participants establish close relationships with the Sisters and therefore
become more aware of the history, philosophy, mission and values of HGS. A yearly
workshop is held for program participants to learn about the history, philosophy, mission
and values of HGS. The philosophy, mission and value statements were not included in
the questionnaire packets that were sent to potential study participants so as not to
encourage the acquiescent response set.
Random elror was possible in the study. Many things could have come up for the
participants while they were responding to questions. Participants might have been
reminded of a difficult time in their life and wished to quickly finish the survey without
thoroughly thinking through their responses, or they may not have even participated in
the survey for this reason. Clients who were dissatisfied with services they received may
not have participated in the survey. Two participants re.sponded in the negative to the
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Likert scale questions while the same participants responded in the positive to the
matching qualitative questions, therefore the rating scale was misread or misinterpreted
by the two participants. This researcher used the responses and moved the negative
responses to the positive side of the scale.
Reliability of the study could be an issue as participants could possibly answer
questions differently if the survey was given to participants at another time. However,
most responses were very meaningful, it seems that participants would answer pretty
much the same if the survey was given again.
Validity may be a concern of the study. The values that are being measured are
subjective and could mean different things to different people. Therefore, the survey may
not measure the constructs that it intends to measure. However, the survey was reviewed
and approved by three experts in the field of social science research. Therefore, face
validity was established. It appears that the participants did respond appropriately to the
questions asked. This researcher carefully analyzed both quantitative and qualitative data
to find consistencies between the two for each of the value questions, and the client
satisfaction question.
Data Collection Instrument
The self-administered mailed questionnaire was developed by this researcher.
The first section of the questionnaire had five questions with two parts (Part A & Part B)
that elicited the study participants' experience of five of HGS's organizational values.
Part A utilized a Likert scale to obtain quantitative data. Part B utilized an open-ended
question to obtain qualitative data, i.e. written responses that reflected study participants'
experience of the values. The second section had 12 demographic questions. The last
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question was a client satisfaction question with two parts (Part A & Part B). Part A
utilized a Likert scale to obtain quantitative data. Part B utilized an open-ended question
to obtain qualitative data, i.e. written responses that reflected study participants'
experience of the values.
Data Collection Procedures
Eighty-one female past program participants (N=81) received a consent letter,
questionnaire, $1.00 bill, and gift certificate card. The goal of the study was to obtain
responses from 50 participants. Data was collected using self-administered
questionnaires mailed to all potential study participants. The last known addresses were
used. A follow-up letter (with another consent letter, questionnaire and gift certificate
card in case original was lost or misplaced) to encourage participation was sent out two
weeks after the original was sent to those who did not respond. After the gift cerrificate
cards were sent back separately from the questionnaires by the deadline, one card was
randomly selected to win a $20.00 gift certificate. A total of 27 surveys were returned.
One survey was not completed at all, therefore 26 surveys were used for data analysis.
Data Analysis, Statistical Tests
Frequency distribution in the form of pie charts was utilized to analyze the five
quantitative (Likert scale) questions addressing the values of the organization and also the
client satisfaction question. The four Likert scale categories were collapsed into two
categories-Agree and Disagree for the benefit of possibly performing correlations
between the data. However, due to the small number of respondents, correlation was not
used and the two categories were kept to simplify presentation of data. For the
qualitative responses to the experience of organizational values and the response to their
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level of satisfaction, content analysis was used to support and give meaning to the
quantitative data. Frequency distribution in the form of tables was used to analyze
demographic data.
Procedures for Protection of Human Subjects
After discussion of the study, approval was given to this researcher to use past
program participants of HGS by Sister Barbara Beasley, Executive Director of HGS. An
application was made to the Internal Review Board (IRB) of Augsburg College to obtain
approval to conduct research on human subjects. After receiving approval from the IRB,
the study began. A consent letter was sent with the questionnaire to explain why the
participants were chosen, the purpose of the study, procedures, risks and benefits of the
study, confidentiality, anonymity, voluntary participation, and the names and phone
numbers of the researcher and the thesis advisor to contact if the subjects had questions.
Summary
Chapter three presents the research questions, discusses how organizational
effectiveness can be measured, presents the study population, how the study sample was
chosen, how the data was collected, what type of instrument was used, measurement
issues, how the data was analyzed, and the protection of human subjects. Chapter four
contains the findings of the study.
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CHAPTER FOTJR
RESEARCH FINDINGS
Overview
Chapter four contains the purpose of the study, the study population, data
collection, demographic data describing the study participanis, and findings of the study.
Purpose of the Study
The purpose of the study was to examine value congruency between the
organization's values and the extent those values were experienced by clients. The study
utilized Home of the Good Shepherd (HGS) as a model to assist other social service
organizations to understand, change or strengthen their organizational culture by using
value congruency and the client experience as another means to evaluate organizational
effectiveness.
The Study Population
The study population was females who were homeless and had some type of issue
that temporarily kept them from living independently in the community. Issues that
temporarily kept the women from living independently in the community are:
homelessness, chemical dependency, mental illness, domestic abuse, depression resulting
from physical, emotional, and sexual abuse during childhood, unhealthy or unsafe living
environments, and physical or learning disabilities. Many times, women are dealing with
more than one of these issues at a time making it extremely difficult for them to maintain
their lives. The study population resided in the transitional housing program to live in an
affordable and safe environment while working toward accomplishing personal goals,
objectives, and action steps to gain concrete independent living skills such as seeking and
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maintaining employment, attending school, handling finances, personal care (personal
care is critical in being able to function independently in the community), utilizing
community resources, and social and leisure activities.
Data Collection
Eighty-one female past program participants (N=81) received a consent letter,
questionnaire, $1.00 bill, and gift certificate card. The goal of the study was to obtain
responses from 50 panicipants. Data was collected using self-administered
questionnaires mailed to all potential study participants. The last known addresses were
used. A follow-up letter (with another consent letter, questionnaire and gift certificate
card in case original was lost or misplaced) to encourage participation was sent out two
weeks after the original was sent to those who did not respond. After the gift certificate
cards were sent back separately from the questionnaires by the deadline, one card was
randomly selected to win a $20.00 gift certificate. A total of 2l surveys were returned.
One survey was not completed at all, therefore 26 surveys (N=26) were used for data
analysis. Twenty-four surveys were returned frorn WLC program participants and two
surveys were returned from RC program participants. The demographic data below
portrayed in eight separate tables describes the study participants.
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Demographic Data Describing the Study Participants
Table 4. I Age of Study Participants (N=26)
20-29 6 (23Vo)
30-39 7 (27 Vo)
40-49 6 (23Vo)
50-59 7 (27Vo)
The data in Table 4,I shows that the study participants were between the ages of
20 and 59. Most study participants were in their 30's and 50's, while the next most
represented age of the study participants were in their 20's and 40's.
T.A!& 4.2 Ethnic/Racial Backqfound (N=36J
African American 5 (197o)
Asian American L (4Vo)
Caucasian 20 (77Vo)
The data in Table 4.2 represents the ethnic or racial background of the study
participants. Most of the study participants were Caucasian (77To), followed by African
American (l9Vo), and Asian American (4Vo).
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Table 4.3 Relieious Backsround (N=26)
Catholic 9 (35Vo) Christian I (4Vo)
Lutheran 5 (l9%o) Non-denominationai 4 (l\Vo)
Assembly of God | (4Vo) None 2 (\Vo)
Protestant | (4Vo) No Reply 3 (ll?o)
The data in Table 4.3 reveals the religious background of the study participants.
Eight categories emerged from this optional survey question. Twenty-one study
participants (817o) identified themselves as having a particular religious background.
Two study participants (87o) identified themselves as not having a religious background.
Three study participants ( lIVo) did not respond to the question.
Table 4.4 Education Level (N=26)
Some high school t College degree 6
High School/GED 4 Master's degree 3
Some college I Currently enrolled 7-from technical college
Technical degree 3 to Master's degree
The data in Table 4.4 shows the education level of the study participants.
Percentages could not be tallied because some study participants had more than one type
of education. At the time of the study, many participants were in school from technical
college to graduate school.
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Table 4.5 Leneth of Stay in the Prosram (N=26)
Less than one year lB (70Vo)
One year 3 (11Vo)
One to two years 3 (ll7o)
Two years 2 (\Vo)
Data from Table 4.5 reveals that most study participants (7lVo) were participants
in the program for less than one year. There were an equal number of study participants
(l l%o) that were in the program for one year and from one to two years, and only two at
the two-year mark (\Vo).
Ta_b. le 4.6 Curuent Livine Arran gement 
.(.N-=2O
Single/never married 8 (31Vo)
Married/domestic partnership I (21Vo)
Separate#divorced 11 (42Vo)
Table 4.6 shows the study participants' current living arrangements. Most study
participants were separated or divorced (42Vo), followed by single/never married (3lVo),
then married/domestic partnership (27 Vo).
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Table 4.7 Emnl t Status (N=26)
Full time 12 (46Ta)
Part time 6 (23Vo)
Unemployed 6 (23Vo)
Other 3 (\Vo)
Table 4.7 shows the employment status of the study participants. Most
participants were working full time (46Vo). Part time and unemployed each had the same
number of participants each at (23Vo). Three study participants (87o) responded to
"Other" selection. Responses to "Other" selection were disability insurance, own
business on the side, and seeking professional employment after graduate education. One
of these study participants was also working full time.
Table 4.8 Currentlv Livine a.t.-q.Iermanent Residence (N=26)
Yes ?l(9l%o) No 4(1SVo)
Supportive housing I
Rental housing 9
Subsidized housing-Section I 1
Subsidized housing-Public housing 5
Own home 5
Renting a room 3
Rent w/friend until buy a home I
No response l(4Vo)
Data from table 4.8 shows that most study participants were residing at a
permanent residence. A breakdown of the type of housing that study participants were
residing in is included.
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Findings of the Study
As stated earlier, 26 surveys were used (N=26). Each finding corresponds to each
study question about the participants' experience of each value. Each finding
incorporates a pie chart and the qualitative data. A brief description of the value is
provided before each figure. As stated in Chapter three, two study participants responded
in the negative to the Likert scale questions, while the same study participants responded
in the positive to the matching qualitative questions, therefore the scale was misread or
misinterpreted by two of the study participants. This researcher used the responses and
moved the negative responses to the positive side of the scale, unless there was no
qualitative response to show evidence that the study participant was misinterpreting or
misreading the scale. Then the response was left in the negative. Overall, the results
were positive. However, with the misinterpretation or misreading of the scale, the
negative responses of the quantitative responses without the qualitative responses leaves
room for error.
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HGS Value statement #1: An atmosphere that is nqrturing: An atmosphere where the
program participants felt that they were cared about, supported and encouraged to
develop and grow. The nurturing atmosphere was provided by staff and also by the
physical environment.
Figure 4.1
Nurturing Atmosphere
B%
s2%
w24
Agree
@2
Disagree
N=26
Panicipants reported that the Sisters, case managers and director were caring and
expressed love and compassion toward participants. "The Sisters and counselors worked
with love, empathy and compassion." "Each day was full of encouragement, love and
caring." Someone, whether it be a Sister, case manager or the director was always there for
participants to talk to for support or when in need. Some participants stated it was a peaceful
environment. Some participants also reported that other participants either were a positive
influence to facilitate a nurturing atmosphere and some were a negative influence on the
environment.
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The quantitative data from Figure 4.1 and the qualitative responses indicate that
the study participants did experience a high level of a nurturing atmosphere (92To)
(N=26). Two study participants did not experience a nurturing atmosphere (87o). One
study participant felt that staff and the other program participants did not like people of
color. The other study participant reported that a physical disability, and medical issues
made it difficult for her to complete her household duties.
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HGS Value statement #2: Environment that Promoted a Sense of D-ignityi An
environment that promoted growth of the individual that supported and encouraged
development of self-worth. Within this growth, an individual was transformed and felt
worthy to be able to reach her full human potential.
Figure 4.2
Environment that Promoted a
Sense of Dignity
12% tr23
Agree
tr3
Disagree88%
N=26
Many participants reported that they felt they were accepted and respected. The
Sisters were loving and promoted a sense of worth. Staff, Sisters and other program
participants promoted self-worth. Staff and Sisters affirmed and provided support to the
participants. Staff enabled the participants to be truthful without being shamed or put
down. One study participant reported, "Irregardless of why you came there you were
respected and accepted, therefore there was dignity." Participants were given
opportunities and responsibilities, i.e. position of resident assistant, sharing household
duties, paying program fee, etc., that showed trust and respect, belief that the participant
can do it that seemed to provide sense of dignity. It seemed that when participants were
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treated as adults and encouraged to grow, and they worked on their issues, goals, etc. they
seemed to have a greater sense of dignity. Even though participants had challenges, case
managers and other participants showed love and support. An additional contributing
factor is other program participants' behavior that affected study participants' sense of
dignity.
One study participant who did not experience this value reported that, "I didn't
feel good about where I was. The environment was great, but dignity is not high on your
list when you have no home." Another study participant stated, "They didn't want you to
do this, do that to please them." The last study participant replied, "There was no space
for visitors."
The quantitative data from Figure 4.2 combined with the qualitative data reveals
that study participants did experience a high level of an environment that promoted a
sense of dignity (887o) (N=26). There were a few disagreements about the experience of
this value (lT%o).
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HGS 
-Yalqe_statemq{rj f-5-Self-determination: Decisions were Supported: Program
participants believed that their decisions or choices in working towards accomplishing
goals or objectives were supported by staff, even if decisions or choices were not the
best, staff still supported the program participants.
Figure 4.3
Decisions Were Supported
8%
@24
Agree
@2
Disagree
92%
N=26
Some participants reported that the weekly meetings were helpful for them.
Participants were encouraged to make decisions. If decisions were risky, staff discussed
or posed different options to participants. Ultimately, participants made their own
choices. Even if decisions were not the best, staff still supported participants. Some
participants reported that other participants sometimes were supportive of their decisions
and many times they were not supportive. One participant stated, "I felt my decisions
weren't always supported, mostly with other,residents."
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The data as summarized from Figure 4.3 combined with the participants'
comments shows that ninety-two percent (N=26) of study participants believed that their
decisions were slrpported by staff. Participants were able to discuss their decision-
making process with staff. If decisions were not the best decisions, participants were able
to discuss them with staff and still have the support of staff. For example, one study
participant stated, o'No matter what my decision on anything was (as long as it was not
harmful to me or others), I was supported. I was never put down for my
decision....When things went wrong, or a decision was wrong, I was able to talk about it,
to discuss any matter with staff." Another participant reported that staff "offered options,
suggestions and encouraged more complete processing, but always was there for me after
the decision was made-to pick up the pieces or to par on my back."
The two study participants that did not feel like their decisions were supported did
not provide much feedback. One study participant stated, "I just didn't."
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HGS Value statement #6: Atmosphere that Etqm-qted Trus.t:, An atmosphere where
program participants were certain that they were in a safe place in which to work on their
issues, to grow and develop-to make changes within themselves. Aspects of trust
included: trust of the staff, trust of a safe place to live, trust of other program participants,
and trust within themselves.
Figure 4.4
Atmosphere that Promoted
Trust
4"/" il19
Agree
tr6
Disagree
tr1
No Resp.
23%
73%
N=26
Participants felt that staff was trustworthy. Some participants felt that it was
difficult to trust or did not trust other participants in the program. A few participants
stated that there had been lying and stealing within the residence. Participants felt that
staff addressed the trust issue. Although trust was an issue, a few participants stated that
the difficulty with trust between participants was a learning experience-learning not to
trust too much or too little, learning how to take care oneself in the midst of this
difficulty. A few participants stated that they felt a high trust within their residence.
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As data illustrated in Figure 4.4, program participants trusted staff and there was a
general feeling of trust within the program. However, the data highlights the difficulty of
maintaining an atmosphere of trust between participants within a transitional housing
program. Comments from study participants show that learning who to trust, and how to
trust others is sometimes a difficult but beneficial experience for the participants of the
program.
Participants reported, "You could not trust that they would do their share of the
house cleaning and getting dinner....Trust was something you couldn't always tell right
away with the residents. ...I learned a lot while I was there," "For the most part trust was
there. We did have times of not being able to trust some of the other participants,
Problems were brought up and out in the house meetings and it was discussed and dealt
with." "Kind of hard to trust people that lived there." "It just wasn't there-most of the
time. Fears-insecurities within the house." "It was difficult at first to trust anyone and I
have a tendency to trust everyone. Being at WLC taught me patience and understanding
and gave me the time to trust that little voice inside me-it always brings me the
answers." "I trusted everyone, no one ever took anything of mine that I left out and we
everyone trusted each other."
Study participants' experiences of this value were varied as evidenced by the
previous comments. There were no comments that study participants did not trust staff,
however trusting other program participants that they lived with was sometimes a
negative experience. The staff can and do provide appropriate intervention as necessary,
i.e. problem-solving skills, and workshops on conflict management. Is there a need for
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more community building? This question will be discussed further in the discussion
section in chapter five.
5r
HQS Value statement #9-Ethical practice: Treated with Respect: Each program
participant felt that she was treated in high regard or valued as a person. Staff worked
with a diverse group of participants and worked with each participant as an individual
with needs that may be unique to that particular participant.
Figure 4.5
Treated with Respect
B%
a24
Agree
a2
Disagree
92%
N=26
Many participants stated that the Sisters and staff treated participants like adults.
Many participants stated emphatically that they were always treated fairly and
respectfully, and never looked down upon. Giving participants privacy, acceptance,
encouragement and support were also mentioned as respectful actions. Some participants
respected each other, some participants did not. "Staff was respectful, but one of my
roommates was not respectful." "A few participants were very disrespectful of people
and the environment." n'I was taken advantage of many times. I did learn there are all
kinds of people in this world. I learned to get along with them after learning their
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personalities and problems. Giving and taking. It was a good experience for me to learn
to change myself. No longer the constant giver and not sticking up for myself."
Figure 4.5 shows that the study participants beiieved that they were treated with
respect (92Vo) (N=26). Comments from participants that support this finding include:
"I was never made to feel any less, or any better than any other person. When I would
feel "less than human", the staff and the Sisters were always there to help me through
these feelings...always with a great deal of respect to me, my feelings, and what I had
been through and where I wanted to go in life." Other study participanrs reported, *'The
ca.se manager was very respecting of my boundaries....[ was treated as a person." "l was
never looked down at." '*Privacy, acceptance, being listened to, encouraged and
supported by staff." *''We were all adults, and we treated each other with respect.
Respected the rules of the house and respected each other's privacy."
Of the two study participants (\Vo) (N=26) who did not feel that they were rreared
with respect, one commented that, "The women there didn't like me at all."
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Level of Satisfaction: The overall level of satisfaction of services received while a
participant of the program.
Figure 4.6
Level of Satisfaction
B%
424
Satisf ied
tr2
Dissatisf ied
g2%
N=26
Program participants were asked to rate their overall level of satisfaction with the
program. Many participants stated that the program of HGS was a positive *uiron**r,
that provided a place, time and support to work on personal issues, to heal, to work on
goals, to get life back on track. Many participants stated or inferred that they were
responsible for their own outcome of progress. Many participants reported that they were
glad or grateful that the program was there for them. A few participants stated that the
program was a gift from God, or that they were shown God's love through the program.
As shown in Figurc 4.6, ninety-two percent of study participants (N=26) indicated
that they were satisfied with the services they received while participants of the program.
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Comments indicate that many participants were ahle to do the work necessary for
themselves to grow, heal, and work on goals to live independently in the community.
Some examples from study participants include: "Needed a safe environment to
process own personal integration and do some work on a lot of issues-this was a good
structure to help that evolve." "It helped me to make a major decision in my
life....Coming to HGS was the best thing I could have ever done." "I believe HGS was a
gift from God and I will always cherish the people, environment, nature and total
community that wrapped itself around me when I was at the bottom of my life with no
where else to go." "They made me feel like a strong woman and individual. Helped me
think things out and put goals on me they knew I could accomplish even though I thought
I couldn't." "I have gratitude for the support and help I received during this time of
transition. I learned a lot living there (about myself and others) Thank you ! !" "I would
not be sober today without the invaluable refuge that HGS provided to me when I was in
a very vulnerable place." "The program helped me to get back on my feet and regained
confidence that had been lost." "Good staff, helpful, encouraging, some fun, caring for
your personal growth and helped bring me to a level I needed to get to. ...I am a strong
woman today." I feel the program was very good-it made you feel responsible for the
outcome. It furnished the resources for whatever need or goal an individual may have
had.. ..It's not a program where you can sit back and expect the final outcome to be
handed to you on a silver platter....This program enabled me to get back on my feet again
and get pointed in the right direction financially." "The nuns I hear are still praying for
me. That is one of the great joys of WLC. I still hear the voices of friends there. I am
somebody and God loves me."
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The two study participants (87o) (N=26) that reported to be dissatisfied with the
program did not make any comments in response to their rating.
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Summary
The purpose of the study was to examine value congruency between the
organization's values and the extent those values were experienced by clients. The study
utilized Home of the Good Shepherd (HGS) as a model to assist other social service
organizations to understand, change or strengthen their organizational culture by using
value congruency and the client experience as another means to evaluate organizational
effectiveness.
The ethnic/racial background of study participants were Caucasian (77Vo), African
American (l9Vo), and Asian American (4Vo), and most study participants were of some
denomination of the Christian faith (817c). Most study participants had some type of
higher education with some college being the most prevalent. More than half of the study
participants participated in the program less than one year (70To). Most study
participants were separated or divorced (42Vo). Most study participants were working
full time (a6%o). Age ranges of the study participants were pretty much even, with the
age ranges of 30-39 and 50-59 slightly higher al27Vo each, versus the age ranges of 20-
29 and 40-49 at 23Vo. A high number of study participants were living at a permanent
residence (817o), while some study participants ( 15Vo) were not.
The demographic characteristics show that HGS serves mostly a demographic
homogenous group of women, probably reflective of our current local culture, although
the Twin Cities area is becoming more culturally diverse. As stated in the study
population section, the study participants had a diverse set of issues to handle. The
universal issues that they deal with are that they are healing from some type of crisis and
getting their lives back on track.
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Major findings of the study were that the majority of study participants rated their
level of agreement of their experience of each value high and their comments supported
their ratings. There were a few study participants rvho did not rate their level of
agreement of their experience of each value high. These study participants gave minimal
comments to support their ratings.
The majority of study participants felt that HGS provided a nurturing atmosphere
while they were participants of the program. The majority of study participants believed
that the environment of HGS promoted a sense of dignity. A majority of participants
believed that their decisions were supported while they were in the program. There was
most disagreement of the value of an atmosphere that promoted trust. The majority of
study participants believed that they were treated with respect. The level of satisfaction
was high.
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CHAPTER FIVE
DISCUSSION
Overview
Chapter five includes discussion of the findings and examines the extent that the
research questions were answered by the findings of the study. The theories used and
literature review are applied to the findings, strengths and limitations of the study are
discussed. Implications for HGS are also discussed, as well as implications for social
work, recommendations for future research, and conclusions.
Does the Level of Agreement Vary by the Demographic Characteristics?
The level of agreement varies by the demographic characteristics to a
considerable extent. The ethnic/racial background of study participants were Caucasian
(77Vo), African American (l9Vo), and Asian American (4Vo), and most study participants
were of some denomination of the Christian faith (\l%o). Most study participants had
some type of higher education with some college being the most prevalent. More than
half of the study participants participated in the program less than one year (70Vo). Most
study participants were separated or divorced (42Vo). Most study participants were
working full time (46Vo). Ag* ranges of the study participants were pretty much even,
with the age ranges of 30-39 and 50-59 slightly higher at?7Vo each, versus the age ranges
of ?O-29 and 40-49 at23Vo. A high number of study participants were living at a
permanent residence (8IVo), while some study participants ( l1Vo) were not.
The demographic characteristics show that HGS serves mostly a demographic
homogenous group of women, probably reflective of our current local culture, although
the Twin Cities area is becoming more culturally diverse" As stated in the study
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population section, the study participants had a diverse set of issues to handle. The
universal issues that they deal wittl are that they are healing from some type of crisis and
getting their lives back on track.
Since most of the study participants participated in the WLC program, the fact
that the Iocation of this program is in an affluent Northern suburb of St. Paul must be
taken into consideration. The beautiful spacious and wooded grounds of WLC lends to a
natural environment of healing and contemplation for program participants. However,
this suburban location without frequent public transportation may prevent women of
other cultures and backgrounds from residing in the program. AIthough, in some
cultures, the need for transitional housing may be non-existent. There may be other
resources for women who are in transition such as, the support of living with family or
friends, and other cultural and urban resources.
The Level of Agreement Between Clients' Experience and the Values of the
Organization
The level of agreement between clients' experience and the values of the
organization (HGS) was high. The average number of the 26 study participants that
responded in the positive to the experience of the values was 23. The number of the 26
study participants that responded in the negative to the experience of the values was 3.
These findings indicate that the values of HGS were transmitted to program participants.
Since the values of HGS were transmitted to the participants, it can be inferred that
individual staff members have the same values of the organization. Therefore, a value
congruency exists between the organization and the manner in which services are
provided by staff.
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The Clients' Experiences of the Values of the Organization
The study participants' experiences were diverse and unique to their own
circumstances. The values transmitted to the study participants were the values of the
organization. The study pafiicipants experienced the values of the organization to a great
extent.
The study participants experienced a nurturing atnxosphere to a great extent (927o
agree, 87o disagree) (N=26). The study participants believed that the staff, i.e. Sisters,
case managers, and director cared about them. Staff showed compassion and love
towards them. Study participants stated that there was always someone to talk to for
support when in need. Study participants also felt that other program participants were
conducive to experiencing a nurturing environment.
The study participants experienced an environrnent that promoted a sense of
dignity to a great extent (88Vo agree, lTVo disagree) (N=26). Study participants felt that
they were treated with acceptance and respect. Staff worked in ways to promote the self-
worth of program participants. It appeared that when study participants were accepted,
trusted and given opportunities and responsibilities that helped them to grow, a sense of
dignity flourished.
The study participants felt that they were supported in their decisions to a great
extent (92Vo agree, 87o disagree) (N=26), therefore the value of self-determination was
experienced. Study participants were able to discuss options and choices during their
decision-making process with staff. Staff supported study participants regardless of the
result of the decision.
6r
Study participants' experiences of the value of an atmosphere that promoted trust
was relatively high (73Vo agree, 23Vo disagree , 4Vo no response) (N=26), although this
value was the least positive experience of a value. There were no comments that study
participants did not trust staff, however trusting other program participants that they lived
with was sometimes a negative experience. The trust level between program participants
that live together is an important factor. Many study participants stated that it was
difficult to trust other program participants. Some study participants reported that there
had been stealing in their residence. Some study participants stated that there was a fear
of other program participants.
As the program participants are coming to the program from different
backgrounds and different problems for an extended period of time to live, it is only
natural for there to be issues of trust or conflict between them. Living with as many as l0
unknown individuals in one- environment can be difficult" Should there be more
community building between the program participants? The staff can and do facilitate
problem-solving skills, provide appropriate intervention as necessary, and provide
workshops on conflict management. However, since the program participants have
diverse perspectives, personalities, and serious issues to deal with it can be difficult for
trust to be established and conflicts to always be resolved.
On the other hand, the study participants reported that the difficulty of trust and
conflict can be a great learning experience as they struggle to find the appropriate
solutions for themselves. As a result of this experience, the participants may be better
prepared to handle difficult situations with trust, conflict, or boundaries when they leave
the program. There were study participants who reported that they did have a high level
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of trust between themselves and other program participants. The issue of trust between
program participants may be discussed between program staff to decide if further
program development and implernentation is needed for appropriate intervention.
The study participants experienced the value of ethical practice via being treated
with respect to a great extent (92Vo agree, 87o disagree) (N=26). Many participants stated
emphatically that they were always treated by staff and Sisters with fairness and respect.
The study participants were given their own boundaries, support and encouragement that
faciiitated the respect they experienced.
Satisfaction with Services Received
Study participants' level of satisfactton with services received was high (92Vo
agree, 87o disagree) (N=26). A majority of study participants reported they were satisfied
with the services they received while they were in the program. Three of the twenty-six
study participants were dissatisfied with the services. Even so, it appears that even if
study participants did not rate their level of experience with the values of HGS high, they
still reported a high level of satisfaction. This finding suggests that while transmitting
positive organizational values to program participants is critical to organizational
effectiveness, it is also the program participant's whole experience while receiving
services that makes a difference in client satisfaction. Other factors that contribute to
client satisfaction include: connecting and working with quality community resources;
support from significant others; physical, spiritual and emotional health status; the
participant's ability to make progress on her goals in the areas of employment/education,
finances, housing, personal care that includes basic to spiritual needs; and social and
leisure activities-thus the whole picture of a person's life.
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Experiencing the values of the organization definitely helped to aid program
par-ticipants to be able to malie progress on goals. If an organizational value wasn't
experienced to the fullest, it does not necessarily mean that the program participant was
dissatisfied with the services received or the organization as a whole.
Overall, the study participants' experience of the organizational values was
positive. HGS's mission, philosophy and values appear to be transmitted through staff to
the program participants. Many study participants reported the values were exhibited to
them by program staff, i.e. case managers, director, Sisters, and volunteers as well as
other organizational staff that they may have encountered while they were a participant of
the program. Love, respect, belief in the wofth and potential of each person has been
transmitted to Sisters, staff, supporters, and most of ali the program participants who are
so in need of love, care and knowing that they are important, that they are loved and they
are someone in this world.
Relevance of the Literature Review
Findings of the study indicate that, yes indeed, a value congruency exists,between
the organization and the manner in which services are provided by staff. HGS has a
strong, positive organizational culture with an emphasis of course on organizational
philosophical values and goals. HGS appears to have a central value system (Wiener,
1988). The philosophy and values are shared between departments and levels of the
organization and are transmitted to each other, and specifically to the people it serves. It
can be inferred that the values of HGS staff are congruent with the organizations' values.
Staff members are continually guided by the values to attain philosophical and concrete
goals. It has been established that person-organization f,rt is based on value congruence
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between the organizational member and the organization (Cable & Judge,1996;
O'Reilly, Chatman, & Caldwell, 1991;Shockley-Zalabak & Morley, 1989; Wiener,
l e88).
Relevance of the TheoreticaUConceptual Framework
As stated in chapter one, the theoretical framework related to the study is the
SWO as open systems fheory. Organizational effectiveness and specifically quality of
staff performance is relevant to the study. Within quality of staff performance is
prosocial behavior. Prosocial behavior is directly Iinked to the staff of HGS transmitting
the values of HGS to the program participants. The results of this study highlight
prosocial organizational behavior. Prosocial organizational behavior is translated through
the clients' feelings about how the organization served and cared about them while
receiving services. Prosocial organizational behavior means that clients know that an
organization cares about them, or is indifferent towards them (Martin & O'Connor,
1989). The findings of the study indicate that study participanrs felt that Sisrers, staff,
and the organization of HGS cared about them as evidenced by the high quantirative
ratings and the rich qualitative data of the study participants' experience of the
organizational values, and the high level of client satisfaction.
Also pertinent to the study is the population ecology perspective within an
interorganizational framework. HGS's exceptional foundress, St. Mary Euphrasia, strong
history of the Sisters of the Good Shepherd, philosophy, values and mission have
sustained this organization and its work over the last 132 years-thus carving out its own
organizational niche (Daft, 1998). Over the years, the many Sisters, lay staff, volunteers
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and supporters have given the organization the spiritual, physical, practical, leadership,
and monetary resources it has needed to strengthen and continue God's work.
Strengths and Limitations of the Study
A strength of the study is that it was both a quantitative and qualitative study.
The quantitative data (level of agreement) that the study participants reported was
positive. The qualitative data (written responses) were very rich with meaning. The
statements conveyed that, yes indeed, the participants experienced the values of HGS
through the people that serve at HGS. The study participants experienced much love and
respect from those that worked with them. Many of the study participants carry HGS in
their hearts, and are able to carry on their lives with the positive messages and actions
they received while in the program.
Another strength of the study is that it could be used to compare and contrast how
participants are treated in other transitional housing prograrns. The illustration of a
program called Housing Enterprise for the Less Privileged (H.E.L.P.) (Gerstel, Bogard,
McConnell, & Schwartz, 1996) that treated participants like they were incarcerated
versus HGS's transitional housing program where there is much freedom, respect, and
support may assist other transitional housing programs in achieving organizational goals.
A limitation of the study is that only 26 of the 81 prospective study participants
responded to the survey. This is a 32Vo response rate. This researcher was hoping for a
return of about 50 surveys, which is abouta60Vo response rate, which is considered to be
a very good response rate. It is possible that only people who were motivated and had a
positive experience with the program of HGS responded to the survey. One factor that is
important to the low response rate is that the study population is sometimes transient.
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Thi.s researcher received 12 surveys that were returned and labeled 'address unknown'.
Another factor that is pertinent to the low response rate is that potential study participants
fromafewyearsback (1996,, 1997,l99B,andthefirsthalf of 1999)wereinvitedto
participate. The potential study participants may not have been able to recall their
experiences in detail, therefore they may have felt that they could not contribute to the
study and did not par-ticipate. The potential study participants may have known this
researcher as this researcher worked directly with some of the potential study
participants, and for whatever reasons they may not have wanted to reveal their
experiences. Literacy could have been a factor in the response rate. The majority of
study participants had a high school education with some post-secondary education.
Potential study participants who did not participate may not have had much education.
Potential study participants may not have been able to read and comprehend what the
study was about and therefore did not participate.
Another limitation of the study is that this researcher reflected on the study
participants' interpretations of their experiences. The full trurh and accuracy of the study
participants' experiences can never be fully known or understood.
Implications for Home of the Good Shepherd
The implications of this study for HGS are positive. The study provided a good
ba.se in which to evaluate value congruence between staff and the organization, and the
transmission of the organizations' values to the participants of the organizations'
programs. Even though the study had a low response rate, written responses to the
qualitative questions provided rich information as to how the study participanrs were
61
treated while at HGS. The information collected is the appropriate information that the
organization needs to evaluate part of its organizational effectiveness.
The staff of HGS may want to further discuss the trust issue between program
pafticipants. Discussion around the trust issue may or may not prompt further program
development and implementation for appropriate intervention.
HGS staff, volunteers, and board members must continue to learn abour and
follow the example of the foundress of the Sisters of the Good Shepherd, St. Mary
Euphrasia to transmit the philosophy and values to each other, program participants,
supporters and all people they come in contact with. This focus is critical in sustaining
HGS's existence. This focus follows Schein's (1983) ideas about the role of the founders
of organizations. Although he does not specifically discuss the spiritual nature of
founders, his ideas about founders are in the spiritual realm. God's will and spirit worked
through St. Mary Euphrasia. St. Mary Euphrasia had great zeal to do God's work in the
world-the salvation of souls. St. Mary Euphrasia knew that the work of the Good
Shepherd Sisters would play a significant part in the lives of many people. Many women
came to her to become a Sister of the Good Shepherd to do this work. Many lay women
and men also came to St. Mary Euphrasia to share in this work. Through her zeal that
seemed to permeate and shine through those who were sharing in the work, 120 houses of
the Good Shepherd opened around the world before her death in 1868 (Sisters of the
Good Shepherd, 1996). Today , 132 years later, her zeal lives on in the many Sisters, lay
staff, volunteers and supporters within the convents and programs that are serving
women, children, and families who are marginalized from society.
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Another positive implication for HGS is that this study can be used to assist other
HGS agencies and programs. This researcher had the privilege to go on a pilgrimage
with a group of about i 00 people that included Sisters of the Good Shepherd, lay staff,
volunteers and board members to Angers, France in March of this year. We experienced
the Mother House where the work of the Good Shepherd Sisters started, learned about the
life of St. Mary Euphrasia, and the role of lay collaboration that has been an instrumental
part of the work of the Sisters of the Good Shepherd. Many creative ideas were
suggested during the visioning process of this pilgrimage. Networking between agencies
as one part of collaboration was suggested. One suggestion in particular was to have an
exchange program for staff to visit other HGS agencies to learn and exchange
infolmation about their programs. This study could be useful to help other HGS
programs to explore if and how organizational values are experienced by their program
participants. Client input was another suggestion, this study could serve as a model to
include client input into the Good Shepherd programs.
Implications for Social Work
Given that HGS's most distinguishing character is the spiritual foundation, this
researcher understands that many social service organizations do not have this type of
distinguishing character that enables organizational members to carry out their work in
this manner. However, each social service organization has a unique focus and it would
be fruitful for organizations to capitalize on their uniqueness.
Social service organizations may want to review and reflect on their mission and
philosophy statements to evaluate how they are written and use them to analyze how the
organization is serving clients. Some organizations may not have written philosophy
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andlor value statements and may wish to develop a philosophy statement and a set of
value statements. Organizational members can revisit the organizational philosophy,
mission and value statements on an ongoing basis to serve as a guide to ensure
organizational effectiveness. Social service organizations may wish to develop an
evaluation that can determine both concrete client outcomes, and value congruency and
the client experience.
Social service workers may also make better employment decisions based on
understanding an organization's history, phiiosophy, mission, and values. The literature
review revealed that potential organizational members are already somewhat congruent
with the potential employing organization's values. Both organizations and workers can
be better served by emphasizing philosophies and values. Job candidates can do their
homework before interviewing with an organization by researching the organization and
reading organizational brochures, newsletters, and annual reports. When interviewing
job candidates, organizations may be direct both in verbal and written communication in
informing the candidates of the philosophy, mission and values of the organization. This
type of screening by both parties can be beneficial in deciding if a job candidate or
organization is a good match. Person-organization fit is the congruence between the
norms and values of organizations and values of people within organizations (O'Reilly,
Chatman, & Caldwell, 1991).
As this study indicates, workers and organizations can best help the people it
serves by transmitting the positive values of the organization in the context of the client-
staff relationship. This implication is not anything that is original. However, both social
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service workers and organizations must be aware of and carefully weigh individual and
organizational values as part of everyone's experience of the organization.
1t
Implications for Future Research
Program staff of HGS has recently developed a short follow-up survey that elicits
data about past program participants' concrete outcomes such as housing, employment,
and education. A second component of the follow-up survey elicits both quantitative and
qualitative data of how past program participants experienced the values of HCS. This
follow-up survey has not been implemented as of this writing. It is hoped that the follow-
up survey can be helpful to obtain current data about past program participants to
measure both concrete outcomes and how past program participants experienced
organizational values through participant-staff relationships. This follow-up survey can
and will be revised if necessary.
HGS may want to develop and implement a study to examine how all
organizational members experience the organizational values. A study of this nature
courld also include value congruency between the organization and the individual's
values. This recommendation may seem like extra work within the organization.
However, HGS strives for connectedness between people, this is evident in the
philosophy, mission, and value statements. Therefore, it seems appropriate to conduct a
study that would examine value congruency between organizational members and the
organization.
As previously stated, HGS may wish to share this study with other Good
Shepherd agencies and programs. Other Good Shepherd agencies and programs may
develop and implement their own surveys or evaluation tools based on this survey to
examine how organizational values have been experienced by program participants.
There may be other studies of this nature that Good Shepherd programs have conducted
11l/-
that this re.qearcher is not aware of. It would be beneficial to utilize other Good Shepherd
program ideas or research to strengthen organizational goals.
Lastly, this survey could be used as a model to assist other social service
organizations to gain insight from their clients as to how the mission, philosophy and
values are experienced by clients via client-staff relationships. Each organization can
develop its own survey to gather data that is pertinent to its focus. As prosocial
organizational behavior (Martin, & O'Connor, 1989) is understood, the clients know that
the organization cares about them or is indifferent towards them. This prosocial
organizational behavior has an impact on whether the client can solve the problems for
which they sought help for in the first place. It would be critical for social service
organizations to include both quantitative and qualitative questions in their surveys. It
would not serve an organizaticn well to use only quantitative questions and responses.
An organization must have specific and rich data (qualitative) to know and understand
how participants of their services perceive how they are being treated while receiving
those services. Simply utilizing quantitative questions and data to measure organizational
effectiveness is not enough.
Conclusions
This researcher concludes that it is valid to study organizational effectiveness
through organizational culture, particularly in the realm of organizational values and
value congruency between organizational members and an organization. The purpose of
this study was to examine value congruency between the organization's values and the
extent those values were experienced by the participants. Study participants did
experience the values of HGS in positive ways.
l3
Taking into account the strengths and limitations, this study can serve as a model
to other Good Shepherd agencies and programs to examine how the philosophy, mission
and values are transmitted to each other and to the clients they serve. This study can also
be used to assist other social service organizations to delve into what they believe is
unique and critical to their organization, organizational members, and to those they serve.
This study can serve other organizations to examine and evaluate how they are carrying
out their missions and values-what is important in their work to help others. People
enter into social service work to help others for many reasons. Social service workers
have values towards others that guide them in their practice that they believe will enhance
the quality of life for others. It is imperative that social service workers make a personal
inquiry into their own values, the values of their employing organizations, and the
congruence of these values to ensure being true to oneself and the people they serve.
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Appendix A
Questionnaire
Past Program Participants' Experience of Home of the Good Shepherd
Values
Instructions
There are two parts to each question that ask about your experiences while you
were in the transitional housing program of Home of the Good Shepherd. For Part A,
please circle the number of the response that most represents your agreement of your
experience.
For Part B, after you have circled the number of the response that most represents
your agreement of your experience, please provide an example of your experience. The
questionnaire should take about 30-45 minutes to complete. Please do not put your
name on this questionnaire. Thank you for your willingness to participate in this study.
I. Please rate your agreement of your experience and provide an example of your
experience,
1. A. During my stay in the transitional housing program I experienced an atmosphere
that was nurturing.
1234
Agree Somewhat Agree Disagree Strongly Disagree
B. Please provide an example of your experience:
2. A. During my stay in the transitional housing program, I experienced an environment
that promoted a sense of dignity.
4-!JI 2
Agree Somewhat Agree Disagree Strongly Disagree
I
2B. Please provide an example of your experience:
3. A. During my stay in the transitional housing program, I felt that my decisions were
supported.
t234
Agree Somewhat Agree Disagree Strongly Disagree
B. Please provide an example of your experience:
4. A. During my stay in the transitional housing program I experienced an atmosphere
that promoted trust.
t234
Agree Somewhat Agree Disagree Strongly Disagree
B. Please provide an example of your experience:
35. A. During my stay in the transitional housing program I was treated with respect.
1234
Agree Somewhat Agree Disagree Strongly Disagree
B. Please provide an example of your experience:
Please go on to next page
4B
t
t
t
t
II. Demographic Information
Please answer the following questions by writing in your response.
6. What is your age?_
7. Approximate length of stay in the Home of the Good Shepherd transitional housing
Please answer the following questions by placing a check in the appropriate box.
8. A. Did you move to a permanent residence upon leaving the program? [ ] Yes [ ] No
If you did not move into a permanent residence, did you move to:
a. Family/Friends
b. Emergency shelter
c. Another transitional housing program
d. Other (olease snecifv)\I L J
C. Are you currently living at a perrnanent residence? [ ] Yes [ ] No
D. What type of residence do you live in?
[ ] a. Home ownership
b. Rental housing
c. Subsidized housing-Public housing
d. Subsidized housing-Section I
e. Other (ulease snecifv)\I L J
9. What is your education level?
[ ] a. Some high school
t I b. High school/GED
[ ] c. Some college
t I d. Some technical school
[ ] e.Technical degree
t I f. College degree
t I g.Master's degree
t]h.Currentlyenrolledinschool(pIeasespecifytypeofschool)
10. What is your current employment status?
[ ] a. Employed full-time
t I b. Employed part-time
[ ] c. Unemployed
t I d. Other (please specify)
5I L Were you employed during the time you were a participant of the transitional housing
program?[]Yes []No
12. Current living arrangement
[ ] a. Single, never married
t I b. MarriedlDomestic partnerstrip
[ ] c. SeparatedlDivorced
t I d.Widowed
13. What is your ethnic/racial background?
[ ] a. African American
t I b. American lndian
[ ] c. Asian
t I d. Hispanic
[ ] e.Caucasian
t I f. Other (please specify)
14. What is your religious background? Optional)
15. Part A. Overall, how satisfied were you with the services you received while you
were a participant of the Home of the Good Shepherd transitional housing program?
t234
Very Satisfied Satisfied Dissatisfied Very Dissatisfied
Part B. Please explain your response to your level of satisfaction:
Thank you for your participation in this study.
Please send this completed questionnaire hack to me in the enclosed
self-addressed stamped envelope. Please return by Wednesday,
February 2,2000.
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Cynthia (Cindy) J. Foster
C/o Augsburg College
221 I Riverside Ave. South, P.O. Box #402
Minneapolis, MN 55454
Consent Letter
January 19,2000
Dear Past Program Participant of a Home of the Good Shepherd Program,
You are invited to Lre in a research study of past program participants' experience of the Home of the Good
Shepherd values. You were selected to participate because you were a participant of the transitional
housingprogramof HomeoftheCoodShepherdduring 1996, 199'l,l998,and 1999. Iaskthatyouread
this letter and ask any questions you may have before agreeing to be in the study.
Purpose of Study:
I, Cynthia (Cindy) Joy Foster, as part of my master's thesis in social work at Augsburg College, am
conducting the study. I am also currently employed hy Home of the Cood Shepherd as program director of
RoseCenter. The purposeof this study is toexamine yourexperience of the values of Home of the Cood
Shepherd during your participation in the program. I am researching the importance of the matching of the
values between organizations and the values of employees who work directly with people.
Procedures:
IIyou agree to be in this study, I ask that you complete thequestionnaire that contains l0questions about
your experience of the value statements, l2 questions about your hackground, and I question about your
satisfaction with the services you received. The questionnaire should take no longer than 30-45 minutes to
complete. Please return the completed questionnaire without your name, address, or any identifying
information written on it in the self-addressed stamped envelope that is provided. To be eligible for the gift
certificate drawing, please fill out the enclosed card and return to me separately from the questionnaire in
the self-addressed stamped envelope.
Risks and Benefits of lleing in the Study:
The risks: Since the nature of the questionnaire requests that you think about a [ime in your life that may
have lreen dil'ficult, participating in the study may bring back memories that may cause you discomfort.
The questions ask that you provide personal and private information.
The henefits: $1.00 is enclosed for your participation. Return the gift certificate card and it will be entered
into a pool with other gift certificate cards. One card will be randomly selected (like the flip of a coin) on
Tuesday, February 15, 2000 to receive a $20.00 gift certificate of your choosing to Target or Rainbow
Foods.
Since the nature of the questionnaire requests that you think about a time in your lif'e that may have been
difficult, participating in the study may help you to recognize your growth during and since the time that
you were in the program.
In the event that this research activity results in an uncomfortable feeling for you, you rnay call the Ramsey
County Mental Health Crisis Line at 651-523-7900. If you need any additional services, payment for any
such treatment must be provided by you or your third party payer, if any, (such as health insurance, etc.).
Confidentiality
Your participation in this study will be kept confidential and anonymous. In the thesis or in any sort of
report I might publish, I will not include any information that will make it possible to identify you.
Research records will be kept in a locked file, only I and my thesis advisor, Dr. Clenda Dewberry Rooney,
will have access to these records. Rawdata will be destroyed by June 30,2000.
Voluntary Nature of the Study
Your decision whether or not to participate will not affect your current. or future relations with Augsburg
College or Home of the Good Shepherd. If you decide to participate, you are free to withdraw at any time
without aff'ectrng those relationships. You may skip any qLrestions on the questionnaire. Cornpleting anrl
returning the questionnaire indicates your consent to participate in the study,
Contacts and Questions
Thank you very much for your consideration and I look forward to your participation in this study.
have atry questions, you may contact Cindy Foster at 651-690-0525 during the day, or Dr. Clenda
Dewherry Rooney at 612-624-4721.
II'you
Please return your completed questionnaire and gift certificate card separately by Wednesday, February 2,
2000.
Sincerely,
Cynthia (Cindy) J. Foster
MSW Student
Augsburg College
IRB Approval #99-64-3
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Please complete the enclcsed gift certificate card and send back to me in the enclosed
self-addressed stamped envelope to enroll in the drawing for one $20.00 gift certificate of
your choosing.
Please send the completed questionnaire and the gift certificate card separately to
ensure that your responses from the questionnaire are anonymous-I will not be
able to identify you. Please return this gift certificate card by Wednesday, February
2, 2000 to he eligible for the drawing on Tuesduy, Fehruary 15, 2000. You will be
notified by phone and mail if you are the winner of the gift certificate. Thank you,
Please mark an X by one choice for one $20.00 gift cenificate you would like to receive
if thi.s card is randomly (like the flip of a coin) selected.
[ ] Rainbow Foods
[ ] Target
Name
Address:
Phone:
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Cynthia (Cindy) J. Foster
C/o Augsburg College
22ll F.iverside Ave. South, P.O. Box #402
Minneapolis, MN 55454
February 3,2000
Dear Past Program Participant of a Home of the Good Shepherd Program,
I am writing to follow-up on a study that I am conducting about your experience of Home
of the Good Shepherd values while you were a participant of the transitional housing
program. I am requesting that if you have not completed the questionnaire yet and you
plan to participate in the study that you complete and send in the questionnaire in the self-
addressed stamped envelope as soon as possible. I have enclosed another consent letter,
questionnaire and gift certif,rcate card in the event that the original was misplaced. Your
participation is important to understand the effectiveness of Home of the Good Shepherd.
If you have already completed and returned the questionnaire, thank you for your
participation. Please remember to fill out and return the gift certificate card separately in
the self-addressed stamped envelope. Please return both the questionnaire and the gift
certificate card by Friday, February 11, 2000. Thank you for your consideration.
Sincerely,
Cynthia (Cindy) J. Foster
MSW Student
Augsburg College
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October 27, 1999
Lucie Ferrell, R.N., PhD., Chair
Augsburg College lnstitutional Review Board
Augsburg College
22ll Riverside Avenue, Campus Mail #l l8
Minneapolis, Minnesota 55454-135 1
Dear Dr. Ferrell,
This letter is in response to a discussion between Cindy Foster and myself regarding Cindy's
Masters'Thesis plan. She has the support of the Home of the Good Shepherd as she develops
herthesis, which will include the administration of a survey to former participants of the
RoseCenter and Wellsprings Living Center programs.
Cindy has been in communication with the appropriate Program Directors and myself and has
elicited interest and cooperation. Cindy's thesis has great potential as a tool for staffand
program development.
If I can be of any assistance, please let me know.
Sincerely,
,4
Executive Director
; )t'er i 
-lt) \'eurs ol Sert'tce in i.f innesotfl
Appendix F
Appendix F
MEMO
January 14, 2000
TO: Ms. Cynthia Foster
FROM: Dr. Lucie Ferrell, IRB Chair
RE: Your IRB Application
Thank you for your prompt response to IRB concerns and issues. You have met the
conditions and your study, "Home of the Good Shepherd: A Study of Past Program
Participants' Experience with Organizational Values," is approved. Your IRB approval
number is 99-64-3; please use that number on all official correspondence and written
materials relative to your study.
To obtain a college mailbox, please take a copy of this approval letter to Mr. Chris
Wallisch at the Augsburg mailroom, phone nurnber 612-330-1 119. He will assign you a
mailbox and provide instructions as to how you can access it.
Your research should prove valuable, providing information of importance to social
work. We wish you every success with it.
LF:lmn
c: Dr. Glenda Dewberry Rooney, Advisor
